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STATE Of MAINE

'EXECUTIVE DEPARTMENT

PUBLIC ADVOCATE OFFICE

III STATE HOUSE STATION
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July 20, 2010

Received & InSpt'ctM

JUI Z7 ZOIO
FCC ,i,<;l\ Room

Marlelle H. Dortch.
Office oflJ1e Se<:retary
Federal Cr>mrnuBlcallollS Commi!l.Sion
445 12th Streel. SW
Washington. DC 20554

RE: TRS Consume'r Compillmt Log Swnmarie. ror Iune I, 2009lJ1rough May 31, 2010
CGDOCKETNO.03-I23

DearMs. Dr>r1cil,

The M3ine Tele-cr>mmunicalioflS Rd3Y Se'rvice Advisorv Council respectfully submits lJ1e
enclr>sed complainllog in wnnection with the pmvi~io",ng ofTeleoommunicalions Relay Service
pursUllllI Ir> Section 64, 604(c)(ii) of lJ1e FCC'5 illle-5. Hamllton Relay, with corporate offices located at
1001 12'k Streel. Awura, NE 68&18, IS under contract wilJ1lJ1e M:Iine TdeoommWlications Relay
SeJ"\-'lce Ad"ISr>ry Coancilto provide Telecommurncahons ReillY Service.

Hamilton traclu all oomplBmt~ and all other CllSlomer service activity for the State ofMaine. The
Stat" ofMaine'~ oomplamt summary is as~ocialed with lJ1~ following databEl:ie categories;

FAX I>on ,"".,,,
_ fA)L.JlO>l ,"""00

Q-I';: ,,: Cr:P:b r,,,:,'~_

Lisl AElCDERid...d.Dav'"@m.,;n•.•".(,_m.m
htlpo//www.m"n•.•ov/m,opo

Mi.cellaneon~External Complaints
LEe External Busy
911 External C311S
No Notice of How 10 Complain to FCC
CA Accuracy/SpellingNerbatim
CA G3ve Wrong lnfonnation
CA Did Nol Keep User Infonned
CA Hung Up on C311er
CA Misdialed Number
CA Typing Speed

• Didn't Follow Voice MailJRecording Proc~dur~

CA Typing
Improper Use of Speed Dialiug
Poor Voc31 Clarily/Ennncialion
Improperly Handled ASL or Rel3ted Cultur~ Issues
Improper Use ofC311 Re1ellSe
Improper Handling ofThree Way Calling
Caller II) Nol Working Prop~rly

Improper Use of Cuslomer Dala

•
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•
•

•

•

•
•

•
•
•
•

•
•
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•
•

•

PHONE, (20') ta,·,. .. (Vo',o)



•
• FnuduJentfHllra=nent Call
• Replaced CA lmproperly in Middle ofeall
• Didn't Follow Ernergency Call HWldling Procedure
• CA Didn't Follow PohcylProcedure
• Confidentiality Breach
• Spwu~h to Spalli~h Call Handling Problems
• Miacelhmoous Service Complaints
• RingingtNo Answer
• Speech to Speech Call Handling Problems
• Connect Time (TTY-Voice)
• Busy SignaVBlockage
• ASCIliBaudot Break-down
• SIS Break-Down
• HeO Break-Down
• RelayNol Available 24 HO\ll1i II Day
• 7\1 Problems
• veo Break-Down
• Miscellaneous Tectmical Complainls

• Une Disconnected
• Carner arChaice uol Av,ulablelOther Equal Access
• CapTel Complaint.\:

Hamilton proces$CS any complaint, which origiuales 'Via e-mail, fax, telephone, regular mail,
outreach events, al the worhtalinn. elC. Those complainls and resolulioM are reflected in this report.
Hamillon nonnally provides II resolulionlo all oornplainl8 wilhirl 72 haurs. The camplain15 endo!!ed
are resolved wilh the exception oItho~e eqnal acCes8 oornplainl.i in which the camer involved is 81ill
warking ta beoorne a camer lhrough relay.

In the Miscellaneous External and FraudulentIHara5~m"'Jlt Call c:ltt:gari"'8, you will find several
comylailtts thai we believe la be associElted with fnmduJenl ilClivily over mternet Relay. Hamilton
conlinu0:6 to impl.m1ent protocols speci.fically designed [0 prevenl calls originaling from an
inlernalional [II ado::lrl's~ from accessing lhe relay.

Maine Relay has received a lola] of 16 complaints in violation of FCC mWldatory mirlimurn
stMld:uds for the time period JWle I, 20Q9 through May 31,2010.

We are also forwarding lh", report' of the Maiue Public Utilities COimnission and ofU,e Maine
Center On Deafness to the effe,lllla\ eilCh of those inslitutions has received no compJainlS aboul Ihe
Maine Relay Service.



Plea'e feel free to contact myself at 207-287-2445 or Dixie Ziegler with Hamilton Relay at 800
618-4781 VfTTY with any questions regarding the above.

S:ll~

W~~.
William C. Black
Deputy Public AdvocEite

WCB/dt
Enclo~ures



Maine Relay 2010 FCC Complaillt Report
6/1/09 /0 5/31/10

/1lq..i~DtzJe 9114/2009
Rer:onl ID 10071
Call Tuen By C....wmer Se",ice
CA -"",,,,,bB
Re''1)(mded By Tina
Re,'{)on:u Dtlte 911412009
Rew/urum Dtlte 9IU/l009

fnqui", Dtlte fVJl/JOO9
ReconilD 199J9
Call TIl1u!/I By Ler1d CA
CA -"",,,..bB
Re,,{)onded By Tina
Responu Date 1V1.f/1()(Jf}
ResolUilon Dale 1V1.f/1009

Exttrfltd Comp/oblts-MlsufwfletJll3

I~q"i,...Dtlte IO/l/1()(Jf}
R«orr/ 10 2020J
CnU Td..... Il,Y C,,>t_er Ser-.;"'e
CA N"",bec
Respu"drd JJ'y Tim.
RespOl..e DIINIfJI7fl009
ResoI,,""" DlI'" IfJI7fl009

Inquire D"rr JI1rY.WIO
RIX.ml ID 20985
caO Tllke" Il, C"_M'" ~'e,."l<'r

CA N"",ber
llesp()llJeJ II}" r",.
Respmrse Dille WfJfiOJO
Resol",i"" DIlle 4/6I;OJO

CU<lO ;!:IIed!heir CapTel deo.ice is nol working properly."d inquired .bom
a It:f>lI>c m.

euston",r Service offered Jip.lO dear "otic :I<Id lix 1M device. Cu,lo"'''
Service directed eusl<>.,.... 10 CapTel for p,,,,,.ibl< repl:lee"",nl on [heir ne",
device. Customer was salisfiO\l.

Cuslomer slllled th.1 theu ""wpm,ol doe, wi !>ave. dial lone.

Lead CA p!"ovided cuslOm... with N';C" i.D.<Inl<,ion< ror COnntthng llIei, device.
CuslOmer Servi<e allelllr1ed ill ",tom. ooJl ""d diocovttt<l th< m'l<>mer's Ii"e
"'.. di'''''JIlnecled.

Cu.tlln",rsla(ed lbor beT bmlh« placed a call 10 711 ond ",as mld lb.l h. could
TlQI Ieque.l ,low typing .nd lba( nwSI come from the cusmnler and relay would
TlQI proce.., lhe oalL

Customer Service discovered !ha( cuslOmer reacbed New Hamp,hir" Relay.
Customer Serv;.,e apologized and gave coslOlner!he loll free voieo number for
Maloe lleJo y m eo,ure that the profilo fur lhe callod p.ny would appoor 00 lhe
<"U and the pr,'fiie WlIS already ser for slow rypiog. Cuslomer wa, saTi,fiecl.

CuslOmer ,,,,,,d !hal they are being billed ioconecdy Ji-nm Sprint eli,(omer
...·In'.d 10 ,'ertry !hallheir proJiIe was ,." lip cO<JCClly.

l''''Illm" S.rvice verifiecllhil( !he profile was set coIrecIly and direcrecllhe
C,,"'.orn« III Spnfll fur G"",lioJ18 iu Jegards (0 rheir bill. CusIOm<:r Servieo
n<j....,l<d w, ,..,Iome[ bave Sprinl coulacr the relay. CusIOU,.,. unde"'Illod.
Tl\ere ha, b••o 00 enolaol from the cus(o",er O[ Ibe provider.



ServiN! C"1fIpl..i"o-CA Misdi..led Number

I"'1..i", D.rr 71lfJr.HJfJ9
1l£eord10 J97Jl
Call Takoo By L""d CA
CAN..mbtlr
Re;o;PD"dtJd III Manl/Q
RerPD".e Dille 7/IOI'JOO9
Rest>lulf"" lHIe 7110/2009

Senl/u CtHrJplollrlM
F~ud"lelll!Hllr<USJlle,,' Clift

I"'I..i", Dale 61912009
fun"J 10 19537
Ctdl T"ltell II, Snp",."i.or
CA N"II/ber
Re'J"'''rUd~Mic1le1l8
Respo.."e 1JD1~ Ml12009
Reso/nli"" D.re 4<WlOO9

Se,."ke Comp/.nllO
Frlllldulellt!HlUtDsllfr,1l CIlU

1,,'1"'"' Dille 1114/1009
Rec"N 10 19869
Call Tde.. By Clisu>",er &"';C<!
CA N"",bB
R~>p<J..d" My TiJla
Re>p<J..... D<Ir<' 8/VJOO9
Rewl,,/id.. Dille 8/4/100~

S..,,,k. COlllpl..i,tIJ_
FrtI"d,,/ellt!HorflSsm"lIt C..u

InquiN' D"'" Vl112010
RectmIID 108.17
Ollt Take" II, Ope'llIions Mg,
CA N"",be,
Respanded II, Dimle
bspanse Dale 212212010
Resa/lllian Dore 212Vl0IO

Cuslomer smled thin (),e CA mi-od"tled a 1~1I "aU lhrough lhe relay. CuslOmor
did nol have (),e CA number :md ,.id it IS alnghl "we are alllwlt13n."

Lead CA apolog.iud 1o !he custorner and. reque>led ""'p, <>f l~e <Yslo:>md' bill
for possible re""burseme~,_ Cu,lOmor w"-' satisfIed. 1'0 !>IU",lS recoiveJ

Cu,tnn>:r ba< """n receiving fmudul_ phone .. lis lhrough!he 'tlay .nd
inquired WMI ""ulJ be do,",_

Supervisor suggesled thaI lb. ' ....'O""r ermtacl tIIeir 1""01 telephollr cumpany
aIld reporr!he inddenllo:> 1310' ."forrcmnJl. Supervi.o, explailted thaI iflhe
cuslo:>lller comaCl< law enfOl-c=o, u..n law en(o'""menl moy issue a coon
ordor. Al lba' lime lbe call inC""""li"" ""'1 he ,dc""'" lo (),e Court. Cu.!o""r
Wldemood.

Cu,tumer luis """n re<eiving fuuctuJ.enllelephone mila from allO\~er relay
provider aIld inquired what 10 do.

Be,"u,e lhe co"o""" ....~ u.e call. we", coming fronl anolber Relay pm"ider.
Clul<>mo:r Senice ~.~e lbe appropriatE <,,"lOmer seM<e num!>er for lhe "lber
I"o"ider 1<> !h<" eU<lo,""," C",lOmu Service ,uggesled !hat !he cusl<>m...- <:<>n""'l
law enfur"'Oltnl .. !hal i' our reco"",",adatinu WIder lhe,e <i,cum·"""".
Cuslo:>me, wa, lhIu>kful

Cu""""'r ha, heen """"iving fraudulenl plwoe call' lllrough the rday and
inquired what could be done.

"'""lol.nl Ope",ti"n M""ager suggesled thin the OUSlOrntr coo...tl tIIei, local
ld.,.l.:me cOIllp.ny .nd "'port lhe incidenl m law enlorcemenl. As,i'tanl
Op<"tiDrn Man.ger e,plained thaI if !he <uslOmer """"'CIS 13w enforcemenl
tb<n 13... cnfur<enumt may iosue a «"LIt order. Al thaI rime lhe call in(QTma~on
rna, he ",l.....d lo:> th. CrnJr<. Cuslomer underslood.



Iltqw;", DlIJe IMI/JOO9
Record ID 20295
CQ/l Takr.. By UG4C4.
CA NURlbrr
Responded By HnIl~e,

Responu; J)Qre IM//JOO9
Resell/Mit D.", lOI311111D9

Service Complgjllts
Fruu,du,f"tJ1/Htur1Um"nr Cafl

Inql/i,elkl'~ SlIMOlO
lta;ord 1tJ 21179
Call Td:~. By ClI3to",,,,S.,.,,ic.
cA N"",lwr
IlDpotIJ~ By Tina
Itnp,.,u~ DlIJe 511013010
1lI::oIJlurI..n SlIMOlO

Inqlli", D<ul! .fl14/2010
Rl!t:ord m 11176
Call Taken By Supen;iw,
OJ NIl.b.,
RespandN~ Michelle
R"'P..nu Dat" Sll4110111
R""'Wllon 111411010

Tec/rtlicilf Co",plal",.-711 Probk",s

foqu,"e o..u IJI/VJ(MI)
Re<'~n/ m 19925
Call T~h.. By Cull....'" Servic"
01 Nn"'kr
R'.Y'<',,,11'4i By Ti"..
R,...".,,,•• J)Q", 811J.I1OO9
X•.ooI",IO" Dall! IlVIM(MI)

Cu.,""",r ."'e<! lhal.~.JY tim. she p1;\c.,. ".Uto tl'" r.lay ,h. has 10 rep.at lh.
number 10 mol al the b.SINIIlli orlb. Cilll.nd does nul und.rsland why.

L<.d CA i~qui,ed if l!le " ••'omer had • prom~ '" up with the relay for VCO lo
nlljure !hal she ",as COMO<W.S lo lhe rel.y 'Mreclly. Cu'tomer di>conllOcled.

Cus.,mer ha> been ","eiving fraudul.nt phon. calls lhrougl, l!le "loy a.d
inquirod. "'hal could be doue.

(""'10m<:< Sn-vic< .uuesled th., th. custo""r COOlaCT l!leir Jo".J ,~k"hone

eo_.y .~d ~rt l!le incid.nl to 1;\w.nfOlcenlenl. Cuslomer ScM«
,:<pI.ined 1luI' if m. "u,lomer C<Jnlacts J.w .nfOlcemenllh.n 1;\w ,nfo,c.melJ\
....)' i"ue. C<JlJrl<J,Je,. At!ha, lin"'!he colJ inf<>n",uion m.y be rel....d to lbf
C<JUrt C\l."omo' Ilnd.",rood.

Cuslon"'r is unabJ. 'o answer veo ".ll. ",i'" "'.it Sufl<'llllint Pro BO.

Sllpervi"",r discovered lhall!le cuslOmtl" hold ""0 ...w'ring ITIiIchine tu"",d 011
fm lha d.~""" Sup.rvi"",r exp1;\ined 1><>," to lUm oil ''''0 "",wenng machine .nd
pl"".d. tesl call, which "'os successful. CU<I1lMOr WIl< <a!i«"d

CIIslon.., ...led th.y = """hI.> '0 reach Marn" Relay when iJi.liog 7J J
CIIslo",., .Iolled lh.l lh"y ,,,.c~ , mlTerenl .!abo ,.l.y when dialing 711

Cu'lOmor Se,...io, .pologized aDd fo""ord.d tIu: information to the ,"chnical
depormx:o,. Tbc 'echnical d.partmen' di.><;o ••recI dI.o' lh" <""0",,", was diJlling
onothe' .[abo ,,,lay a"".ss number. Cu."omer S.r.ic" bas .""mpled 10 colJlact
tIu: cu",omor 10 '''''is! !hem in reprognmlnlllli lhell' ,~.,.,.;J diol. T.... ba' been
"" 'r""''''. Cus'omer Sen-ice has he.o unabl. lo cnolac, cu'ton""."d "'ere ful.
bttn no ,erum call in regorrb 10 this issu•.



Tech"kal Complai"tJ_Bllsy
SiglftJ1/Blockage

I"qub'e DlIJe 8I11I200~
R""ord ID 19871
Call Take" By CIISlo..er ~'erWce
CAN_be,
Respollt/rtl By TI"a
Respollsr Da" &/12I2(JfN
Resol",lo,. /)gre 8IJ2I2009

Teck"icaJ C",..pI"iftlj-C"rri"r Choke "ot
APtlUabWQrh", EqlluJ Access

Inqui,.., /)gre 81312009

R"""rt/ ID 19924
Gill Tdn By Cusro",e, Se..wce
CA "",..blr
Resp""dlld By TiA"
R"p""se Drw 8IJI2(J()9
Ra<>l""",. Diue

Tech"ical COTllpllli"JJ-ClU'rifr CllOiu Rot

APtlU"IJIe10tlter Eq,,,11.4ccess

Inqul", /)gr, 111lW](J()!I
Ra'tHd1D ]1J4]J

CaD Tdn Bye,."",,,,.... Se""""
CA Nu",bI,
Refl"mdlld By Tina
~JH1n3e&I~ I I1I!lJ1009
~<>Iu,;,m &Ie

Inq"ve btl,. 1JI13/2009
Rf't'ord ID j9JU
Call Tal"m By Operation. MgT
CA Nu",ber
Responikd By Diane
Response DIMe 6123/2009
ReS<>llldoll DtJlI! 1JI13l100~

Custome, Serv,co ,,"rifled lht ,," up "fthe device and discovered a "9" was
needed lo he dUlled for an e.,emlll lint:, Cu.tlJmer undeTlllood.

CIIsIome' "",,,"sted CTC Cammunicatio[18 a, lheir long di,an"" provide,
throug/llb< 'elay.

CU,tIJ",., S.rvt<e explained Iha' CTC Communicalion.' was DOl a panicipatiog
pII",ider 'hroush lbe ,elay, CuslOm:.- Service "lkred IIJI allernale provider, bu'
0[18'0""" 'efu.'ed. C~,ton.., Service SI:Ue<! <1>0, the rday would COolact Ihe
provider about hecomill$ • p.rtio;ip.lMg provider lhrough the relay. Customer
S.rvic. ha, fo!'Worded informotion lo lbe providd. A> oBI3112010, eTC
Conmumicalion' i, still nol a paJlicil"'lU\i! prr"'idor wough the relay.

Cu.o;lomer reque,red Pa",'" •• lhtir l<mg d,.",nc. p,ovider.

C:USl"~ S....... ico expl.1ioed lhal Paelec is Dol a participaling """ido' throogh
th. trlay, Pa.,"" ..... bttn co~tacled "".eral times hy <I.. ,elay, C"-"o"""",,
oO".,ed OIl ah.rn:"~ pro. id<r, bul djd 001 have a lis~ of office l.l."boo. ~WIlbeR.
There b.. horn"" funho< "00""'1 from the customer. As of 5/3 1/2010, h"",c e,
still Dflla p.rt;c;pa~ pmvidor lhrough lhe relay.

L'u.olome, ''''led llulllbe new prom. wy '" up L' _ ..o<king or appearing al
the """ksl.atio~,

A"i,l.anl Opention< Manager v.rilied the profile infunnallon ",a. updated aIld
v",iCt~d <I.. lelephone number c"-'lomer ... , \l&mg 1o access the reLoy, C",tlJmer
",a; u,,,,g <I.. voice lil.. number '0 profile wa, lJanslbred lo lbe numb., on<!
""•• "'., re'olved. Cu.o;lomer was ""Ii.lied.



STATE OF MAINE
PUBLIC lfTlLITIES COMMISION

';tlAROO M, REISHlJS

C""RlW<

Memorandum

VEND8IN v, VAFIAOES

JAO;(A$Hr.iAI'<

GOM...."""'''"

To;

From:

Date:

Re:

William Black, Office of lhe Public Advocate

Derek D. Davidson. Director, Consumer Assistance Division

June 18, 2010

TRS Complaints

In respon!le to your request, the Meine Public U~lities Commission did not
receive any customer complaints regarding Telecommunications Relay Services
between June 1, 2009 aOO May 31,2010.

If you need additional infurmalion, please contaCl: me at (207) 287-1596.

PHONE'1107\li7_J>l.JIIV"",'FI ny. '_'Itl1_m_ll2<)



Maine Center on Deafness
6~ llI.h,"~< Sui.. J • PortJa"d, Mnio' o;>olloo.l!Ul1l

1~0I1191.1M6TTYiV· (201) 791.911l1 FAX
I·Boo.6l9_3BB~ Tn'iV' .......malmo ......".,

Merrorandum

Mcm-

To:

From:

Dal8:

Re:

William Black, Deputy Public Advocalll

Elissa Moran, Executive Director, Maine Center on Deafness

July 15, 2010

TRS Complaints

In respon5ll10 your reqUfl~t. the Maine Center on Oeill~es~ did not receIve any ~ustomer

complaints relill'dlnll TelecommunlCiltlOfls Relay Servlc~s betweeli June 1, 2009 and May 31,

2010.

I may be contilcted 111 207.797.7656 If you need addltlonallnformatlon.

Slncerelv,

ElIs~a J. Moran
Executive Director
Maine Center on Deafrn!Sil



ConfImllltion Pnge

Your submission has been accepted

ECFS FlIln Rece~ Confirm.don number: 2010120472869

[Proceeding I
,~. SUbjoel

Telecommunication Relay SolVioe. anll

03-123 Speed>-Io-Speech Services ler
Indi.illuals with Hearing and Speecl1
Dlsabilities.

1 Contact Info 1

Name cf FII...: Maine Public Advocate
Email AddJtIIIB: debcrah.a, Icnd....u@mairoe,Qov

Alt<lm.ylAuthor Name: William C. Black

I Address 1

Add..... For: Filer
...dd....... Line 1: Maine PublicAdWlcaIe
"'ddresa Line 2: 112 Slate House station

elly: Augusta
Slale: MAINE

Zip: 04333
+<I: 0112

[I Details I ~

ITypeolFlllng: SL!B~SIONOF REPORT

1 Documenl(sj 1

Fils No_ Cualom oOicrilllion ,~

MERS Summary Leller 20l0.pilI Som....ry !Allor ;/'C'.O '"~
MERS FCC ComplainlReporl C0"l'loirl\ Bummar)' '"20l0.doc W10 ~

ltV 2010 !eller,doc Tn' 11)10 le~.' 4Hll

MCO Complaim Memo 201 O,pdf Cornpla;", Memo 11)10 ,,~

1 Disclaimer 1

This confirmation verifies that ECFS has received a,.,d
aCC<!pted your liling. However, your f,llng will be rejected
by ECFS if it contains macros, pa5SWords, redlining, read-
only formatting, a virus, or automated links to other
documents.
Filings are generally processed and made available for
online viewing wlthl,., one business day of receipt. You
may use the link below to check oh the status of your
filing,
htto ://fiallfoss fs:c gev/ectsICommentlconfirm'
conflrmat,on- 20 10720472869
For any problems please contact the Help Desk at 202-
418·0193,

http://ljallfoss.fcc.gov/ecfs/uploadlconfinn?token=Ir.7ui8umkk5ul t162fo3yge9~
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